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DETAILED ACTION 

1. Claims 1-38 are pending in the application for examination, wherein claims 1,19, 
27, 34 and 36 being independent. 

Claim Rejections - 35 USC § 102 

2. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 
States. 

3. Claims 1-38 are rejected under 35 U.S.C. 102(b) as being anticipated by Shaio 
(US Pat No. 5,299,260). 

Regarding claim 1 , referring to figures 1 and 4-5, Shaio teaches a method to 
select an agent from a group of agents to service a contact at a contact center 
comprising: 

obtaining performance data for each agent in the group of agents (see figures 1 
and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8); 

representing the performance data on a performance scale for each agent in the 
group of agents (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 
8); 
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comparing the performance dal on the performance scale for a first agent in the 
group of agents and a second agent in the group of agents (see figures 1 and 4-5; and 
col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8); and 

responsive to the comparing step, selecting the first agent to service the contact 
(see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 2, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , further comprising the steps of maintaining a current record of qualifications of 
each agent in the group of agents; obtaining contact parameters that describe the 
contact; and comparing at least some portion of the current record of qualifications of at 
least one agent in the group of agents to the contact parameters, and wherein the 
selecting step comprises responsive to the comparing the performance data step and 
the comparing qualifications step, selecting the tirst agent to service the contact (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 3, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 2, wherein the maintaining step comprises storing the current record of 
qualifications of each agent in the group of agents in a database on a computer- 
accessible medium; and updating the current record as soon as new qualification data 
is available, and the method further comprises the step of accessing the current record 
of qualifications of the at least one agent in the group following the updating step, and 
the comparing step comprises comparing qualifications accessed in the accessing step 
to the contact parameters (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15- 
col. 11, In 8). 
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Regarding claim 4, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 3, wherein the qualifications comprise at least one of personality, cognitive ability, 
and skills and competencies (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 
15-col. 11, In 8). 

Regarding claim 5, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , wherein the representing step comprises representing the performance data of 
each agent in the group of agents on a performance scale that comprises at least two 
performance indicators, and wherein the comparing step further comprises weighing 
one performance indicator of the at least two performance indicators more heavily than 
the other performance indicator (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, 
In 15-col. 11, In 8). 

Regarding claim 6, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , wherein the performance scale comprises at least two performance indicators, 
and wherein the comparing step further comprises weighing one performance indicator 
of the at least two performance indicators more heavily than the other performance 
indicator on the basis of at least one of call volume, management input, operational 
goals, and compliance statistics (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, 
In 15-col. 11, In 8). 

Regarding claim 7, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 5, further comprising the step of determining a state of the contact center, and 
wherein the comparing step further comprises weighing one performance indicator of 
the at least two performance indicators more heavily than the other performance 
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indicator as a function of the state (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 
10, In 15-col. 11, In 8). 

Regarding claim 8, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 7, wherein the step of determining a state comprises acquiring current activity 
from an activity monitor (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15- 
col. 11, In 8). 

Regarding claim 9, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , further comprising the step of determining a contact center state, and wherein 
the comparing step further comprises weighing the performance of the first agent and 
the second agent on the basis of the contact center state (see figures 1 and 4-5; and 
col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 10, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 9, wherein the step of determining the contact center state comprises forecasting 
the contact center sute on the basis of historical state, and wherein the comparing step 
further comprises weighing the performance of the first agent and the second agent on 
the basis of the forecasted contact center state (see figures 1 and 4-5; and col. 2, Ins 3- 
23; and col. 1 0, In 1 5-col. 1 1 , In 8). 

Regarding claim 1 1 , referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 9, wherein the step of determining the contact center state comprises forecasting 
the contact center state on the basis of a current state, and wherein the comparing step 
further complises weighing the performance of the first agent and the second agent on 
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the basis of the forecasted contact center state (see figures 1 and 4-5; and col. 2, Ins 3- 
23; and col. 1 0, In 1 5-col. 1 1 , In 8). 

Regarding claim 12, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 5, wherein the contact is an incoming call (see figures 1 and 4-5; and col. 2, Ins 3- 
23; and col. 10, In 1 5-col. 11, In 8). 

Regarding claim 13, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 5, wherein the contact is an outbound call (see figures 1 and 4-5; and col. 2, Ins 
3-23; and col. 10, In 1 5-col. 11, In 8). 

Regarding claim 14, referring to figures 1 and 4-5, Shaio teaches the computer- 
readable medium having computer-executable instructions for performing the steps 
recited in Claim 5 (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 11, 
In 8). 

Regarding claim 15, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , further comprising the step of determining a rate of contacts serviced by the 
contact center, and wherein the representing step comprises representing the 
performance data of each agent in the group of agents with a quality metric and a 
handling time metric, and wherein the comparing step further comprises weighing the 
quality metric more heavily than the handling time metric if contact rate is essentially 
below a threshold and weighing the handling time metric more heavily than the quality 
metric if contact rate is essentially above the threshold (see figures 1 and 4-5; and col. 
2, Ins 3-23; and col. 10, In 1 5-col. 11, In 8). 
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Regarding claim 16, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 1 , further comprising the step of determining revenue of the contact center, and 
wherein the representing step comprises representing the performance data of each 
agent in the group of agents with a first metric and a second metric, and wherein the 
comparing step further comprises weighing the first metric more heavily than the second 
metric if revenue is essentially below a threshold and weighing the second metric more 
heavily than the first metric if revenue is essentially above the threshold (see figures 1 
and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 1 1, In 8). 

Regarding claim 17, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim I , wherein the representing step comprises representing the performance data of 
each agent in the group of agents on a performance scale that comprises exactly one 
performance indicator (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 
11, In 8). 

Regarding claim 18, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim I , further comprising the step of determining a state of the contact center, and 
wherein the representing step comprises representing the performance data of each 
agent in the group of agents on a performance scale that comprises exactly one 
performance indicator, and wherein the comparing step further comprises choosing the 
performance indicator on the basis of the contact center state (see figures 1 and 4-5; 
and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 19, referring to figures 1 and 4-5, Shaio teaches a method to 
manage operational effectiveness in a contact center comprising: 
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receiving an indicator value representing agent performance for at least one 
agent in the contact center (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 
15-col. 11, In 8); 

receiving a value indicating a contact center state (see figures 1 and 4-5; and col. 
2, Ins 3-23; and col. 10, In 15-col. 11, In 8); 

generating an index that is a function of the contact center state value and the 
indicator value (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 
8); and 

adjusting an operational function in the contact center on the basis of the index 

Regarding claim 20, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 19, wherein the adjusting step comprises selecting a resource to deploy in the 
contact center on the basis of the index (see figures 1 and 4-5; and col. 2, Ins 3-23; and 
col. 10, In 15-col. 11, In 8). 

Regarding claim 21, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 19, wherein the adjusting step comprises selecting an agent to service a contact 
on the basis of the agent's index (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 
10, In 15-col. 11, In 8). 

Regarding claim 22, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 19, wherein the step of receiving an indicator value comprises receiving a first 
indicator value and a second indicator value, and wherein the index is a function of the 
contact center state, the first indicator value, and the second indicator value (see figures 
1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 
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Regarding claim 23, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 19, wherein the index further ranks each agent in the group, and wherein the step 
of receiving an indicator value comprises receiving a first indicator value and a second 
indicator value, and wherein the index is a function of the contact center state, the first 
indicator value, and the second indicator value (see figures 1 and 4-5; and col. 2, Ins 3- 
23; and col. 1 0, In 1 5-col. 1 1 , In 8). 

Regarding claim 24, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 22, wherein the contact center state comprises a characterization of the center's 
rate of servicing contacts; the first indicator represents time-based performance of the at 
least one agent; and the function is operative to weigh the first indicator more heavily 
when the contact center state is above a threshold than when the contact center-state is 
below the threshold (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 
11, In 8). 

Regarding claim 25, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 22, wherein the determining step comprises forecasting the contact center state 
using historical data (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 
11, In 8). 

Regarding claim 26, referring to figures 1 and 4-5, Shaio teaches a computer- 
readable medium having computer-executable instructions for performing the steps 
recited in Claim 19 (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 
11, In 8). 
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Regarding claim 27, referring to figures 1 and 4-5, Shaio teaches a system for 
selecting a first agent over a second agent to perform a task in a contact center, the 
system comprising: 

a first terminal operative to interface with the first agent and a second terminal 
operative to interface with the second agent (see figures 1 and 4-5; and col. 2, Ins 3-23; 
and col. 10, In 15-col. 11, In 8); 

an agent performance monitor in communication with the first terminal 
and the second terminal, the performance monitor operative to determine a first 
indicator of agent performance and a second indicator of agent performance for the 
each of the first agent and the second agent (see figures 1 and 4-5; and col. 2, Ins 3-23; 
and col. 10, In 15-col. 11, In 8); 

a state monitor operative to determine the state of the contact center (see figures 
1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 1 1 , In 8); and 

a ranking system in communication with the agent performance monitor and the 
call state monitor, the ranking system operative to: 

compute a tirst index value for the first agent using the state and the first 
indicator of agent performance (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, 
In 15-col. 11, In 8); 

compute a second index value for the second agent using the state and the 
second indicator of agent performance (see figures 1 and 4-5; and col. 2, Ins 3-23; and 
col. 10, In 15-col. 11, In 8); and 
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select the first agent to perform the task because of first index value is one of 
higher or lower than the second index value (see figures 1 and 4-5; and col. 2, Ins 3-23; 
and col. 1 0, In 1 5-col. 1 1 , In 8). 

Regarding claim 28, referring to figures 1 and 4-5, Shaio teaches the system of 
Claim 27, wherein the task comprises receiving an incoming call, and the system further 
comprises a call distribution component in communication with the ranking system, 
wherein the call distribution component is operative to route the incoming call to the first 
agent (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 1 0, In 1 5-col. 1 1 , In 8). 

Regarding claim 29, referring to figures 1 and 4-5, Shaio teaches the system of 
Claim 27, wherein the state comprises call volume and the function is further operative 
to increase the index value's dependence on the first indicator in response to increased 
call volume (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 1 1, In 8). 

Regarding claim 30, referring to figures 1 and 4-5, Shaio teaches the system of 
Claim 27, wherein the index is also a function of management input (see figures 1 and 
4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 11, In 8). 

Regarding claim 31, referring to figures 1 and 4-5, Shaio teaches the system of 
Claim 27, wherein the state comprises sales and the function is further operative to 
increase the index value's dependence on the first indicator in response to increased 
sales (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 1 5-col. 1 1, In 8). 

Regarding claim 32, referring to figures 1 and 4-5, Shaio teaches the system 
Claim wherein the state comprises management directive and the function is further 
operative to increase the index value's dependence on the first indicator in response to 
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the management directive (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 
15-col. 11, In 8). 

Regarding claim 33, referring to figures 1 and 4-5, Shaio teaches the system of 
Claim 27, wherein the state comprises compliance statistics and the function is further 
operative to increase the index value's dependence on the first indicator in response to 
the compliance statistics (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15- 
col. 11, In 8). 

Regarding claim 34, referring to figures 1 and 4-5, Shaio teaches a method to 
select an agent from a group of agents to service a contact at a contact center 
comprising: 

generating a performance indicator for each agent in the group of agents (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8); and 

ranking each agent in the group of agents on the basis of the performance 
indicator (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 1 1, In 8); and 

selecting a preferred agent to service the contact on the basis of the preferred 
agent's rank (see figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 1 1 , In 8). 

Regarding claim 35, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 34, further comprising the step of determining a state of the contact center, 
wherein the ranking step comprises weighing the performance indicator for each agent 
in the group of agents according to the contact center state and ranking each agent in 
the group of agents on the basis of the weighted performance indicator (see figures 1 
and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 
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Regarding claim 36, referring to figures 1 and 4-5, Shaio teaches a method to 
select an agent from a group of agents to service a contact at a contact center 
comprising: 

generating a performance indicator for each agent in the group of agents (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8); and 

computing an index for each agent in the group of agents using the performance 
indicator as a computational input, wherein the indices predict each agent's relative 
contribution to the center's operational effectiveness by servicing the contact (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8); and 

selecting a preferred agent to service the contact on the basis of the indices (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 37, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 36, wherein the preferred agent has the highest index in the group of agents (see 
figures 1 and 4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Regarding claim 38, referring to figures 1 and 4-5, Shaio teaches the method of 
Claim 36, wherein the preferred agent is predicted to contribute more to the center's 
operational effectiveness than each of the other agents in the group (see figures 1 and 
4-5; and col. 2, Ins 3-23; and col. 10, In 15-col. 11, In 8). 

Conclusion 

4. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 
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The following patents are cited to further show the state of the art in general: 



U.S. Pat. No. 5,239,460 



U.S. Pat. No. 6,278,777 



U.S. Pat. No. 6,690,788 



U.S. Pat. No. 6,865,267 



5. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Bing Bui whose telephone number is (571 ) 272-7482. 
The examiner can normally be reached on Monday through Thursday from 7:30 to 5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar, can be reached on (571 ) 272-7488. The fax phone number 
for the organization where this application or proceeding is assigned is (571 ) 273-8300 
and for formal communications intended for entry (please label the response 
□ EXPEDITED PROCEDURED) or for informal or draft communications not intended for 
entry (please label the response "PROPOSED" or "DRAFT"). 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is (571) 272- 
2600. 



18 Sep 2005 




BING Q. BUI 
PRIMARY EXAMINER 



